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Customers are the enterprise survival and the develop foundation. In the context of 
the modernization of large-scale production and globalization, especially in the buyer 
dominate market, good CRM means stable customer resources, means the right direction 
and gasp the fate in your hand. To build a CRM with double win value will make a 
company to be very close to customers. So a series of theory and technical method should 
link to customer satisfaction, customer value, goodwill, risk, potential to develop. 
Establishment good communication channel will contribute to face the market to increase 
CSR, and gasp the heart of customer, achieve the customer vale and meet profit target.  
YK Company is small JV enterprise, produces and sales papermaking chemicals to 
paper machines, is the first batch of JV for papermaking chemicals. Recently paper 
industry has over capacity, and strong competition in domestic market, the market has 
changed from seller to buyer domination. Competition will focus on resources, price, 
service, and sales and marketing. Only based on customer segmentation, by CRM, provide 
good service to customer, and satisfy the differential customer requirements, to build the 
core-competitiveness. 
This article first presents description and summary for CRM theory and its related 
theories, analysis the actions to keep Customer relations as well as background and 
develop tendency of YK Company. Combining the theory and the practice, the study uses 
the scientific methods to analysis and discuss the CRM, put forward some improving 
advices and methods along with the development of company.  
The thesis recommend to establish a new customer segmentation dynamic model, set 
price based on product positioning, effectively keep close relationship with target 
customers. Provide personalized products and services to increase customer satisfaction, 
create value to customers and build the power in competition.  
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① 资料来源：《纸业商户参考》No.1110 2011 年 6 月 30 日 总第 97 期 p29 



































对 YK 公司现有客户关系管理的现状进行分析研究，并提出改进措施。 






                                                        
















下，越来越多的国内外企业经营者认识到客户关系管理 (Customer Relationship 
























    本文选择客户关系管理和 YK 公司作为研究对象， YK 公司作为国内的前沿供
应商，在市场上口碑良好，业务比较稳定，客户的满意度较高，公司有一定的知名
度和较强的竞争力。此研究内容对于国内相关企业，特别是对于想要发展壮大的造
                                                        




















    本文采用的研究方法主要有以下几种: 
    1. 文献资料法：根据已掌握的文献，利用网络查询各类期刊、学术报告、学术
会议论文、学位论文、科技档案等; 
2. 调查分析法：查找造纸行业的报告，企业杂志，造纸化学品期刊等。 












系进行细化分析，为进一步实施客户关系管理策略提供依据。   









































客户关系管理的概念 早是由世界著名的 IT 系统项目论证与决策机构—Gartner 
Group 于 20 世纪 80 年代提出。Gartner Group 从企业全方位的管理视角出发，并从
战术角度来阐述 CRM 的定义:" CRM 是一种以客户为中心的经营策略，它以信息技
术为手段，对业务功能进行重新设计，并对工作流程进行重组。①”Gartner Group 认
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